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Event Summary

e Motive released new versions of Customer Service Manager and Broadband Manager that
incorporate its modeling technology. Service providers will be able to tie network monitoring in
with automated problem management.

e T-Com has licensed both broadband and enterprise software from Motive to incorporate into
future small business and residential services such as DSL, security, VOIP and networking that
will have new self-management features.

e Motive's new relationship with Alcatel should drive sales in Southeast Asia, the Middle East and
other areas where it doesn't have a presence. Alcatel will sell and support Motive's broadband
software as part of its Subscriber Care portfolio.

The 451 take

In our recent report, 'When Worlds Collide," we identified Motive as a company that's positioning itself to
take advantage of the convergence of application management and network management. Its ability to
extend existing deals with T-Com and BT as well as sign new customers like Softbank, a major player in
VOIP and data services, is a sign that carriers as well as enterprises believe that convergence has a
tangible benefit when applied to the problem of customer support. The 451 Group expects larger players
in network management to buy in areas such as application auto-discovery, monitoring and analytics to
address the convergence trend, which could present a challenge to Motive going forward.

Details

Motive Inc has released new versions of Broadband Manager and Customer Service Manager that
incorporate modeling technology for mapping interdependencies between networks and applications.
Operators can quickly define an optimal state of an application such as voice over IP (VOIP) instead of pre-
scripting customer-support response scenarios. Operators can now tie in network performance data to
Motive's service activation and technical support software in order to resolve support issues more quickly
and cost-effectively. An added benefit is that operators can use Motive's modeling technology in support of
voice, video and data services now, which is part of the reason that Deutsche Telecom's T-Com unit
signed an expanded deal with Motive.
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T-Com will use Motive software for both its consumer and small-business offerings. Helping automate
customer service configuration and problem resolution for the latter will be important to maintaining service
profitability as T-Com rolls out advanced security and networking services to companies that don't have a lot
of in-house IT resources. Motive also recently signed its first deal in Japan with Softbank BB, the country's
largest broadband service provider and probably the world's largest VOIP service provider. A deal with
Alcatel will help it sell into smaller markets like Southeast Asia where it doesn't already have a presence.

Competitive landscape

The notion of modeling a network for device management isn't brand new, but being able to use a model
and compare it to instrumented data in order to reduce customer support costs is unique enough to help
Motive continue to sign expanded deals. SupportSoft, a traditional competitor in the IT service and support
sector, bought OSS specialist Core Networks in an effort to build out its ability to monitor network
performance and tie in its automated customer support software in a fashion similar to Motive.

Micromuse, Concord and others are also working to branch out from their network management roots into
application management, and will likely run into Motive more often on the carrier side. BMC, Computer
Associates, Hewlett-Packard and IBM will be among those pressing in from the enterprise space as
carriers add new managed service offerings to smaller companies.

About The 451 Group

The 451 Group is a technology industry analyst company focused on the business of enterprise IT
innovation. The company’s analysts provide critical and timely emerging-technology insight to clients at
vendor, investor, services and end-user organizations — insight that aids both strategic and tactical decision
making for competitive advantage.

The company’s services include the 451 Market Insight Service, which delivers daily insight into emerging
enterprise IT markets; 451 TechDealmaker, a weekly analysis service focused on forward-looking M&A
within the enterprise IT business; 451 Special Reports, which are produced on a periodic basis to analyze
key emerging enterprise IT markets in greater depth; and 451 Strategic Counsel, the company’s analyst-
inquiry program, which provides clients with direct access to 451 analysts. The company also produces via
451 Events periodic industry summits and investor conferences that address opportunities and obstacles
facing emerging enterprise IT markets.

The 451 Group is headquartered in New York, with offices in key locations, including San Francisco, London
and Boston. For additional information on the company or to apply for trial access to its services, go to:
www.the451group.com
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